Introduction. Measuring the patient satisfaction with the hospital stay, as well as the knowledge of their requirements are very important in the management of health institutions. A good example of the recognition of patients' expectations is studying the level of satisfaction with specially prepared questionnaires.
even if the surveys are anonymous or they are conducted after the patient left the medical facility. In addition, there is some 'halo effect' whereby the patients' impressions of a given doctor or nurse (either totally positive or negative) influence their opinion of the health care system as a whole. The subject matter of the assessment is another thing that is important here. In this regard, patients' opinions might be way different from the opinions of health care professionals. This is due to the fact that patients, often lacking the right expertise, are unable to provide an authoritative opinion on health care. What is patient satisfaction, then? Would it suffice to say that satisfaction is related to personal expectations, as well as one's values or experience?
Patient satisfaction is a degree to which the patient positively assesses healthcare, including their own (patients') needs or expectations. It works similarly to fulfilling the needs of a customer, regarding a particular product or service. Health care institutions should treat patients' satisfaction as a complex phenomenon, related to the services provided
IntRoduCtIon
The demand for patient satisfaction surveys is due to the fact that health care management should be done according to the rules of market economy, strategic management and health services marketing, as well as the increasing role of patients in caring for their own health.
Patients have become a central part of the health care system. They are not only health care customers, becoming active participants of the health care process instead [1] . Patient satisfaction surveys are an indispensable part of assessing the quality of health care services. This means, until the patient's opinion is elicited, such surveys cannot be treated as complete. Patient satisfaction is a key source of information about the quality of health care and there is an overall consent for including patients in the assessment process. It is the patients' basic right to have their say about the quality of service they receive. It needs emphasizing, though, that most patients provide either positive or mild opinions. Overall, patients are not too eager to provide critical opinions, to the patient. Only such an attitude would leave the patients satisfied, since their contentment should be understood as the degree of accepting the given health care institution, needs and expectations. Furthermore, such measures make it easier to build a positive image of a given health care facility, as an institution respecting the patients' needs and listening to their expectations.
The purchasing process, namely the moment when a medical service is being provided to the patient is when two worlds collide -one of customer's expectations and the other -the service they receive. Subjective feelings combined with patient's individual needs can provide a full picture of how the patients assess the quality of care they receive in a given health care facility [2] .
Patient satisfaction surveys should be used by health care managers as a method to improve the quality of medical professionals' work. Such measures could significantly facilitate the process of introducing new upgrades. The idea of measuring patients satisfaction is thus very important in managing health care and it shows to which degree does the patient appreciate the hospitals' efforts to improve the quality of work and image building [3, 4] .
AIM
The aim of the study was to elicit patients' opinions about their satisfaction with the quality of health care they receive at their regional hospital.
MAtERIAL And MEtHodS
The patient satisfaction survey was conducted in Independent Public Complex of Health Care Facilities in Kraśnik, during two consecutive years: between December 2011 to January 2012 and February 2013. The subjects of the study were patients hospitalized in the institution's treatment facilities. In total, there were 105 questionnaires handed out (2012 and 2013). Some 102 patients were looked at in 2011/12 and 103 were looked at in 2013 (with survey return rates of 97.1%). Surveys were filled out by patients of the following wards: general surgery, traumatology and the gynecology/ obstetrics ward. The participants filled out the questionnaires on their own. In case a patient was unable to make decisions on their own, the feedback was provided by either a family member or a caretaker.
In the study, the authors used a questionnaire of their own making, called "Patient Satisfaction Survey" and done with the help of manager nurses, then approved by the hospital board of directors. The questionnaire assessing the satisfaction contained 7 socio-demographic questions, as well as 32 detailed questions divided into 8 thematic blocks. These included queries about: admission to the hospital, the ward's sickrooms, diet and meals, nurse care, diagnostics, other services, visitors, doctors.
RESuLtS
The group of urban residents surveyed in 2012 was chiefly composed of women -they made up 74.1%. They were mainly people in their second or third decade of life, with a mean age of 45.1. They had either been referred to the hospital by their family doctor or an intensive care doctor. For 39.8% of them, it was their first stay in a hospital and the mean hospitalization time was 8.8 days. In case of rural residents, some 53% were referred to the hospital by an intensive care doctor. For 62% of them, most of which were female (65.8%) it was the first time in a hospital. The average time of hospital stay was 6.3 days, with the mean age of 48 years. For 50.3% of patients, the stay at a treatment facility was their first time in a hospital, with a mean time of stay 5.8 days. The average age was 41.3 years and 79.2% were female.
In the questionnaire, the patients of Independent Public Complex of Health Care Facilities in Kraśnik answered queries concerning the satisfaction they took from the service they received in a given health care facility. They were also inquired about the quality of hospital infrastructure and other services. The idea behind it was to elicit patients' opinions about the service they receive from health care workers (doctors, nurses, lab assistants or physiotherapists,) as well as receiving more information about the demand for accommodation services or know patients' expectations about meals.
The first point in the questionnaire included patients' admission to the hospital. The results were significantly better in the second year of the study which proves that health care workers have drawn some conclusions from the previous questionnaires and improved the work of the units responsible for the initial contact with the sick individual. Urban residents tended to give better grades to the issues related to hospital admission. The results are presented in Table 1 .
Another thing that the questionnaires looked at were the living conditions in the hospital. This pertains to the room design, the facilities available at hand, as well as the rooms' tidiness. The findings are presented in Table 2 -the overall assessment was good, with slightly worse results in 2013, which was particularly noticeable among urban residents.
The survey also looked at the food served in the hospital. Generally speaking, patients gave positive opinions but there were numerous grades like "average", which calls for some further investigation of the subject (Table 3) .
Nursing care quality was also given a closer look. During the two years the study has been performed, nurses received very good grades (Table 4) .
Researchers also looked at the patients' assessment of diagnostic laboratories and the way they collect samples for work. The respondents provided good grades for that (Table 5 ) and there were no differences between rural and urban residents in that respect. The only things they complained about were long waiting times and the behavior of lab workers.
Further questions regarded other services provided by the hospital, like preparing the hospital discharge procedure from the hospital or ordering the essential tools to provide medical services. According to patients, both physiotherapists and medical secretaries proved excellent in this respect. The findings are presented in Table 6 .
Another part of the survey focused on visiting patients in the hospital, as well as the availability of the amenities that make it possible. The results are shown in Table 7 . The last part of the questionnaire was devoted to doctors' work (Table 8) . Overall, patients provided good grades, both in the first and second year the survey was conducted. It needs emphasizing that rural residents assessed treatment facilities much better. More details are presented in Table 9 .
dISCuSSIon
Patient satisfaction is a degree to which the patient positively assesses healthcare. It is an emotional and subjective opinion, hugely influenced by patient's values and expectations, as well as earlier hospital experiences [5] . Patients' opinion can be a major source of information about the quality of service provided by the health care workers and it might provide a basis for implementing a quality improvement program in a hospital [6] .
A quick analysis of the bibliography shows that there is very little research looking at issues of patients' satisfaction and, at the same time, considering their place of residence. Hence, the difficulties in analyzing the needs and expectations of both rural and urban residents. Previous research made no distinction between the patients from the rural and urban areas.
In the past, there was a study on patients' satisfaction, conducted on cardiologic wards in Cracow. The survey looked at the following things: accommodation, amenities, tidiness of the rooms, meals, safety and living conditions. Some 91.7 of patients think that the way the furniture is organized (the bed, shelves, chairs, table, TV set) tidiness and design were fine [7] .
Research done in hospitals located in Warmian-Masurian Voivodeship shows that over a half of the patients (53.2%) think that nurses always understand their needs. At the same time, the patients claiming that nurses rarely understood their needs (10%) were mostly rural residents (21.4%). According to 68.8% of the respondents, usually female (72.1%), nurses always cared for the good of the patient, while according to 67.9% of rural residents, nurses rarely paid any attention to it. Around 64.9% of the respondents claimed that the nurses paid enough attention to every patient. Such opinions were mostly voiced by urban residents (69.4%) [8] .
A study by PBS looks at patient satisfaction during both in-patient and outpatient hospital care. The findings show that the patients, when asked about the most recent hospitalization, had very high opinions about the way they had been treated by doctors and other medical staff (77% were satisfied, 78% definitely satisfied.) General quality of hospital care received a positive mark -supported by 70% of the respondents [9] .
Patients hospitalized in a hospital located in Tomaszow Mazowiecki provided positive opinions about the medical care employees (meaning doctors and nurses) working there. Over 50% of the respondents claimed that the staff work very well, 39.2% gave a "good" mark, whilst only 1.9% of respondents deemed it negative. The results show that 89.2% of the respondents have positive opinions about the kindness of the staff of the laryngological ward. The individuals surveyed assessed doctors' communication skills in the following way: 44.1% assessed it as "very good", 42.1 "good" and 2.1% deemed it negative. One of the most important things that patients looked at was doctor's care, with providing information about the kind of planned operations. Doing it that way drives the patient's stress levels down, at the same time boosting their well-being [10, 11] .
The SERVQUAL research by Rosiek and Leksowski looked at 6 medical care facilities from Kuyavian-Pomeranian Voivodeship. They were divided into two groups, according to the system provided by National Health Fund. The first group comprised 3 hospitals (with 400 beds in each), whilst the other composed of 3 hospitals with less than 400 beds. There were 30 patients from each hospital which gives a total of 180 respondents. Participants received questionnaires which show that one's place of residence can hugely affect their expectations and assessment of doctors' work. For instance, residents of rural areas had much higher expectations when it comes to material things. On average, they also gave more favorable grades for the quality of care they received. Patients treated in the surgical ward also expected good accommodation conditions, the design and amenities of hospital rooms, as well as the overall comfort or esthetics [12] .
ConCLuSIonS
1. Rural residents tend to assess treatment facilities in their local hospital slightly better than urban residents. 2. This tendency is particularly visible in questionnaires assessing the quality of nurses' or doctors' work, as well as meals or the design of sickrooms. 3. Urban residents gave more favorable opinions about hospital admissions than rural residents. 4. The expertise of medical staff was a huge plus for the care they received 5. Weak points included: lack of information exchange between the staff and patients, accommodation standards and meals. 6. Regular checking, measuring and assessment of patients satisfaction can become a basis for improvements and ensuring the right quality.
